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PROJECT: ELARA - Lube Change

SERIAL

NO.

3

8

P
Pan Arab Research Center &

O <l Emarat /1O 4 ¢/ 584 Eppeo / Enoc / E«ﬂ;ﬁa\ Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
Name Number Name Number | Name Number
1045 shaHadsan | | |
Gender Height Built Spectacled Beard Mustache] Ethnic Groups
M| F [T IMJS T [M]F |Yes|No]Yes| No|Yes[ No |indian [Pakistani]Filipino [Expat. Arabs[ Others:
ROROOOROOROROR O O O |
EMIRATE ";‘;;tlz:‘" Abu Dhabi |  Dubai Sharjah Al Ain g‘::v"ai‘: aman | 25 AL Fujairan
O =\ O O O O | O O
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
¥elel ola [O1X[13]8 [oll o]l 1630650
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturdanyundayl Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF
VISIT D D g D D VISIT D g D D D D D
1. APPROACH AND CLEANLINESS REIW gl)ﬁ‘ﬂ A1
Scores Critical Areas Tl claalt Llash
vEs 4 o gt
1. Was there proper sign to the Lube no [ q dahie o AVl daalgdagd dlla S da 1
changing bay? Sl W yid
va [ sy
, ves D
3 2. \c/)\igzntigzclj%be changing area clean and NO D Y Shpes Ak cy ll pesdihi oS s 2 (3
nva [ ey
ves [ & L .
4|3 Wasthereany oil leaking and fallingon g e ae sl pd glelia g€da 3 4
to the floor of the lube bay ? i S M uas dihia b )Y
nva [ shuy ?
vyes B
2| 4. Were the waiting area and table clean? NO O Yy Caadas Al gUall g eyl dshie S o 4|2
nva [ shiy
YES i
2 5 &Voariizge?telewsmn in the waiting room NO D v ayid e @Moﬁ)ﬂﬂ\ JSds 512
na [ sy
YES ool - s
6. Was the board displaying complimentary o [ g i lgle jela lds Ml cuilSda 6
services neat and clean? Chadal s Ay ye Agilaall Cilaadldl
na [ sy
2. GREETINGS AND INITIAL CHECKS SAg gV Sl g a2
Scores Critical Areas Al EYLaal) sy
3| 7. Was there any delay in approaching ves [ px pafal 8 Al gl da S da 7 3
customers? Nno H Yy ool pas Cala gall
8. Were you greeted in a friendly manner ~ YES X px slul) A0 i b il S da 8
(pleasant feeling)? Nno [ y $ (z e
S Ja reals gall gl Ciia gy a8 tla Y 1)
5| If no, please describe behavior: Was it u‘ e 1:;;} )j; j:\i 3 )_‘ ‘15
arrogant, without any expression, normal BN (R O R £ g xh A
etc..... ?_,_CJI
+ 1

Lube change.doc




+
Scores Critical Areas Al eyt PATHI]
9. Did he guide your vehicle for positioning  ygg E ; Gall ASQY W elils L Lals <
. Ml g o b cabsall 8 Ja 9
3 at the stopper and asked you to switch . . ] B . 3
the engine off? D N .cﬂ\);.«.“ Z;Q.Lu (.'J‘ slig A__ASLJ ch:\-uan ut.uﬁ‘z{
10. When asked by customer, was the . S Laadl e il gall o Loy
5 attendant knowledgeable of different ves [4 ?" ﬁ‘ ‘f: ‘j‘ . :: / ‘,?S dsy =10
grades of oil, filters and their relative NO D y S ERA SRR )J. . “h 5
benefits? fleba JS il
YES [ i
4| 11. Did he offer the waiting area to you? Nz E ‘s; § iyl 48 e oL el Gamye b 11 (4
12. Did the staff thank you as you were YES E prd ey N .
4 leaving? no [J g Foalad S Ly @ Sy Cala gl B Ja 12 [ 4
3. APPEARANCE AND BEHAVIOR OF STAFF ragSolay Cpiligall jgdia 3
Scores Critical Areas At ¥l Jalass
13. Wasth f f th vES E >
. i t . . Lt .1
3 an?jstid;?un' orm of the attendant neat NO D Y G ey Gl alall bl G S Ja 13 (3
Nna [ oy
vEs P4 N
3| 14. Was the attendant wearing visible no [] N opkas A8y (65 3 ga pall il gl IS Ja 14 3
nametag? Tz s 3 danl Lgde
NA O gy
YES B4 ] L
3| 15. Was he able to communicate with no [] g &o dralsill e 1508 ala gl IS o 15 3
customer? AEYBA
va [ ey
YES 4
4| 16. Was staff courteous / friendly? No [ ¥ Sdal/lago g il gl IS Ja 16 [ 4
NA [ sy
4. SERVICE a0l 4
Scores Critical Areas o E eI L]
: S OF i padd Baaill cada gl W S 17
17. Did attendant check whether you need YES E P w uu}d P }A ?
3 top up or complete oil change? 0 o ol )l Asla lins sl 3
Op up plete ange: NO D b ¢ JalSil
3| 18. Did attendant check with you whether ~ YES B st 5 cu 13) Leg dlie Cali gl it dn 18 3
only oil is to be changed or oil with filter? o O N ¢ alal g g W o dadd iy N s
19. Did he check using gauge the quantity ~ YES aai lily ol (6 g (el Calagall Q5 Ja 19
3 required to be topped up and informed Gy Al S I Capanl] 3
you? No [ Y fellly il L)
53 P 0n M Oyt e 38l il pal) 6 b
3 20. Did the attendant check for oil leakages YES i uﬁjﬁmi )ﬂﬂl. . ,,Jlij L_‘d:; 20 3
under your car from filter and drain bolt? NO D y S LR o=
S 5l
3| 21. Did the attendant drain the used oil YES M Jendaadl 3l JS g i cala gl G Ja 21 3
completely from your car? No [ Y el L (e
o | 22. Did he ask whether you want the engine  YES X M Al e adl dae 3 S o) il Ja 22 5
to be flushed and did it if you agreed? Nno [ y Tl 50 Jla A el
3| 23. Did the attendant fill the correct grade as  YES v Gullds ofp g Adlal cabslll 8 s 23 3
you requested? Nno [ y gl Al sl
2
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Scores Critical Areas Al c¥ ) PATHI]

3| 2 oo t romming Tor one and apalt - YE® D o s it 6 of e ol s 24 5
minutes? Nno [ y Siai 5 43 saal Jurdall Al 8
3 25. Did t'he'attendant ensure that the carter YES m pud uiﬁﬁdﬁj‘}i\:k ::X‘:SL ",u 25 3
bolt is tightened and there are no leaks? NO D y g 5l
26. Did attendant carry out the following , dalaall i sadll o jaly cals gall o8 da 26
complimentary checks: Rl
YES @ =
31a. Battery Water top up NO b Ay el ele ddl) 31a.
N/A D S Y
ves X|
31b. Coolant Water top up NO O k! coolant/a all ele ddlal 31b.
na [ skiy
ves I ]
31c. Auto Transmission Fluid top up NO D b Y RSl B )LP uJ ML“ 31ec.
(0 34anat )
na [ abiy
ves XI
31d. Brake Fluid top up no [ ¥ do il il 31d.
na [ aiiy
ves ]
31e. Gear Oil top up no [ N coo i omllcyjdile) 3Te.
na [ ssny
ves X]
31f.  Air filter cleaning no [ ¥ sl il als 31f,
nva [ ssiy
ves X -
31g. Wiper Water top up Nno [ N ol Cilaliual el 2L 31g.
NA [ sy
YES o
31h. Clean engine using air gun no OJ Y bl Gudeae plaaiuls o jaall Cadan 31h.
na [ aduy
3|27 Wereany of your questions related to :Zs % ?: Ailaidl dilind e sl e BlaYl Qi Ja 27 3
lube change answered? ey N s Al
nva [ sy
3 28. aig ér: jtaff place the mileage sticker in ;is % ?: Jm@mﬁ&ﬁﬁ;ﬁ 28 3
' na O assy €5
ves
4| 29. Were you offered a receipt voluntarily?  No [ 3 S0 A WMl Jem g dlle a,e Ja 20 14
na [ absy
5. - REST ROOMS AND MOSQUE ' dpaally (pleal) [l 55) Aal M g 5
Scores Critical Areas Aot caall L
3 ves 1 = 3

30a. Were they adequately stocked with all~ R g Ay g pall e sl areny 3 jeae il Ja 303
necessary supplies such as soap? qq NO Sosall (Jia
na [ gauy =

No 804,53
3
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Scores Critical Areas Al Lol Jatail
YES i
30b. Were they adequately stocked with all NO Ié{ e‘: A pall cila il asans 3 jgae cil€ Ja 30b
necessary supplies such as toilet tissue? udl il (5,99 Jie
® No TISIVES NA [ gy =
30c. Were they adequately stocked with all ves ] ari Al e jliedl asens 5 e <l Ja 30
necessary supplies such as paper towels? NO D y !2‘ adall Jia
(paper towels are not required where fuIIy Gilddae 845 2 a.uLLA 2 4l Galiall
operational hand dryers exist) m Gshi ¥ (9 )
31a. Were sinks clean? YES m pd 2l f '_"":1:..1.:!1 uls dé. 31a
require comment when marked ‘No’ No [ ¥ el o2 MY ) s 1y
NA [ gy
31b. Were mirrors clean? @YES D \”“ ) ?',.,‘ -,; %lfj‘ ruts dT.‘31b
require comment.when marked ‘No Nno X gl o Y Al cals 1)
Sbm‘x on 1he yrivr ov nva [ ,!’Y
. R ITERR B Y X
31c. Were hand dryers clean? YES e . T‘Ja" “sAf?a,"','u;:;‘ulslsdT | 31c
3 require comment when marked ‘No’ no [ ¥ gl o2 MY ey calS 1 3
NA [ gy
= - R Rt R
31d. Were dispensers clean? YES M . m“b o ,,;,ﬁLiL;rulStsdT ‘31d
require comment when marked ‘No’ no [ Yy sl o YT s Y s 1
A [ abuy
ves [1
31e. Were toilets and urinals clean? No X4 N fagdai Sl 4Saf S Ja 31
Lsnad ey Ao\, na O gy ‘
32a. Were doors clean? Q YES E i 2l ! "y"u-ﬂ{-:';ru&gl«: l'32a
require comment when marked ‘No’ no [ Y gl o MY LYl s 1y
NA [ gy
ves B
32b. Were walls clean? Nno [ ¥ fagla; JUamll il Ja 32p
vA O shyy
YES IX] o
32c. Were ceiling clean? no [ Y feawls Gl S s 32¢
Nna O gy
ves K] s
2| 32d. Were vents clean? no O v fAadai Nliall ilS Ja 324 |2
NA O gy
. (.1“ . .. Q . A l -
32e. Were floors clean? YES D i 2 sl %ﬂy%ify;—uﬁsﬁ‘SZe
require comment when marked ‘No’ 7 o Bd ¥ el (o YT Ay s 1)
Avoder onthe £lopy,. Na [T gy
ves (A
32f. Were baseboards clean? Nno [ N Ak sac il # ) Lilsl 1,5 culs s 32f
NA [ sy
ves R
32g. Were grout clean? Nno [ ¥ feadas LI IS Ja 32¢g
NA [ gy y
4
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Scores Critical Areas L) Ll Jalaily
YES i o
33a. Were trash containers clean? NO D b Paayda; daladll Gy sla <l Ja 332
nva [0 ey
2 - 2
ves A
33b. Were trash containers not overflowing? NO O ¥ fiaild pe ddladll oy da <ilS Ja 33b
NA [ sy
ves [1 a L ]
2 34. Was the restroom smelling clean & o By b ) Ldimia g Aighai plasd) 3200 ) ilS da 34 2
fresh (without any offensive od;p)? . aleall A gy S Aadl,
Rad Aol (106) wa I sy
X 3 Jand alaall & <o jagaill aras S da 35
35. Were all the facilities inside the YES P pnd ¢ ¢ 6““‘.:: IS
restroom in good working condition? L. s e 1
2 require comment when marked ‘No’ no O v gaasll o Y ALY ik Y 2
vA [ ey
; (5) s amanal) Al o) e OAS
36. Was the Mosque premises clean? YES D pr ( ), )EJ\ j ":; LL‘?;"“_U,\S%: 36
2 require comment when marked ‘No’ Nno [ ¥ ca el Al SR 2
NA [ sy
Comments: lBadlall [ Gabaill
FOR OFFICE USE ONLY Jadd uiSal) FARERWY |
Aaacall B LA Jey) aal - .
9 R E : < i)
to ACTUAL SCORE | mAximum | Erauaton P
Approach and Cleanliness adldashl 5 )Y |1
Greetings and Initial Checks | As¥) <lSulill 5 o 51 12
Appearance and Behavior of kol @ L
Staft Crid sall gl yede |3
Service iaaill |4
Cleanliness - Restroom and cilebealt — sl |
Mosque el g
TOTAL £ ganall
+ 5 +
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SERIAL NO.

3

8

AL ITTIHAD S/S786
AL_MUROOR ROAD
ADNOC DISTRTIBUTION
ABU DHABT

DESCRIPTION QY PRIGE  TOTAL
VoyagerGold 4. 1,00 113.00  113.0
Corolla/Canry 1,00 25.00  25.00

TOTAL 138.00
VERIFONE 138.00
CGARD  44217100003/3883

MILEAGE 0

VERIFONE NO 10007861 607
CTC 0 T7C 3942

You were served by Operator 1
DATE 02/09/2012 16-48 T1 S3 01 &411

THANKS FOR SHOPPING.







